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MAYOR'S OFFICE OF INFORMATION TECHNOLOGY

CITISTAT
REPORTING PERIOD: April 12, 2003 through April 25, 2003

Department Head: Elliot Schlanger
MOIT Management Team
Administration - Michael Barocca

GIS- Bill Ballard

Operations - Paul Pupek

Systems & Programming - Mary Gordon
Tech Services - William Berg

One Call Center - LisaAllen

Date Appointed: April 1999

MBE/WBE EXPENDITURES

CURRENTLY AVAILABLE PERIOD (04-12-03 thru 04-25-03)

YEAR-TO-DATE

EXPENDITURE TYPE Expenditures MBE % WBE % Expenditures MBE % WBE %
Architectural and Engineering $0 $0 0.0% $0 0.0%) $0 $0 0.0% - 0.0%
Construction $0 $0, 0.0% $0, 0.0% $0 $0, 0.0% - 0.0%
Direct Purchase Orders $0 $0| #DIV/0O! $0|  #DIV/0! $155,411 $8,704 5.6% $9,073 5.8%)
Purchase Orders $68,453 $15,015 21.9% $1,558 0.0%) $852,246 $139,729 16.4% $41,316 4.8%
Professional Services $0 $0 0.0% $0) 0.0%]  $3,124,907]  $3,043,684 97.4% $340,130 10.9%
Totals $68,453 $15,015] 21.9% $1,558, 2.3% $4,132,564 $3,192,117 77.2% $390,519 9.4%

PERSONNEL DATA
TwO-WEEK REPORTING PERIODS YEAR-TO-DATE
03/01-03/14 | 03/15-03/28 | 03/29-04/11 | 04/12-04/25 | % Change Average Minimum Maximum Total Periods

OVERTIME (HOURS) 199.5 142.7 84.0 325.3 287.3% 171.2 0.0 1,955.0 8,561.0 50|
Administration 0.0 0.0 0.0 0.0 0.0%) 1.0 0.0 16.1) 52.0 50|
Call Center 163.5 112.0 50.0 250.0 400.0% 244.4] 16.0 1,794.5 5,133.0 21
Operations| 36.0 30.7 34.0 75.3 121.5% 67.1 0.0 239.9 3,357.0 50|
Systems & Programming| 0.0 0.0 0.0 0.0 0.0%) 0.2 0.0 8.0 10.0 50|
Tech Services| 0.0 0.0 0.0 0.0 0.0%) 0.2 0.0 6.5 9.0 50|
UNSCHEDULED LEAVE (DAYS) 16.0 13.5 18.0 7.5 -58.3%) 7.7 0.0 310 384.1 50|
Administration 1.0 0.0 0.0 0.0 0.0%) 0.4] 0.0 5.1 20.7 50|
Call Center 10.0 45 14.0 5.5 -60.7%) 7.2 1.0 19.0 151.0 21
Operations| 4.0 7.0 0.0 1.0 2.7 0.0 10.0 136.4 50|
Systems & Programming| 1.0 0.0 4.0 0.0 -100.0% 0.9 0.0 6.0 43.0 50|
Tech Services| 0.0 2.0 0.0 1.0 0.7 0.0 4.0 33.0 50|
DISABILITY (DAYS) 4.0 10.0 0.0 45 0.8 0.0 10.0 37.5 50|
Administration 0.0 0.0 0.0 0.0 0.0%) 0.1 0.0 4.0 4.0 50|
Call Center 0.0 0.0 0.0 0.0 0.0%) 0.9 0.0 5.0 19.0 21
Operations| 0.0 0.0 0.0 0.0 0.0%) 0.0 0.0 0.0 0.0 50|
Systems & Programming| 4.0 10.0 0.0 45 0.3 0.0 10.0 14.5 50|
Tech Services| 0.0 0.0 0.0 0.0 0.0%) 0.0 0.0 0.0 0.0 50|
LIGHT DUTY (DAYS) 0.0 0.0 0.0 0.0 0.0%) 0.0 0.0 0.0 0.0 50|
Administration 0.0 0.0 0.0 0.0 0.0%) 0.0 0.0 0.0 0.0 50|
Call Center 0.0 0.0 0.0 0.0 0.0%) 0.0 0.0 0.0 0.0 21
Operations| 0.0 0.0 0.0 0.0 0.0%) 0.0 0.0 0.0 0.0 50|
Systems & Programming| 0.0 0.0 0.0 0.0 0.0%) 0.0 0.0 0.0 0.0 50|
Tech Servic%| 0.0 0.0 0.0 0.0 0.0%) 0.0 0.0 0.0 0.0 50|
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EMPLOYEE LEAVE SUMMARY
MAYOR'S OFFICE OF INFORMATION TECHNOLOGY

REPORTING PERIOD: April 12, 2003 through April 25, 2003

REQUIRED

SCHEDULED

UNSCHEDULED

ACCIDENT

PERMISSION

PERSONAL

Cowmp

FAMILY

Xw

EMPLOYEES | \\/ork-Davs Sick Sick Bank | SICKX [ Xuwseroveo | 7 o Leave | VACATION LEAVE TiMe | Leave |perwnssion| TOTALS
Administration 5 50 0.0 0.0 0.0 0.0 0.0 0.0 3.0 2.0 0.0 2.4 0.0 0.0 7.4
Call Center 49 490 19.0 55 0.0 0.0 0.0 0.0 7.0 16.0 3.0 48.0 0.0 3.0 101.5
Operations 32 320 55 1.0 0.0 0.0 0.0 0.0 0.0 13.0 5.0 17.9 0.0 0.0 42.4
Systems & Programming 19 190 2.2 0.0 0.0 0.0 0.0 4.5 2.0 8.5 3.4 3.4 0.0 0.0 24.0
Tech Services 9 90 0.5 1.0 0.0 0.0 0.0 0.0 3.0 6.5 0.5 3.6 0.0 0.0 15.1
Total 114 1,140 27.2 75 0.0 0.0 0.0 4.5 15.0 46.0 11.9 75.4 0.0 3.0 190.5

REPORTING PERIOD: March 29, 2003 through April 11, 2003
REQUIRED | SCHEDULED | UNSCHEDULED | Sick ACCIDENT | PERMISSION PERSONAL | Comp | FamiLy X wf

EMPLOYEES | \\/ork-Davs Sick Sick Bank | SICKX | Xuwseroveo | o Leave | VACATION LEAVE TiMe | Leave |perwnssion| TOTALS
Administration 5 50 0.0 0.0 0.0 0.0 0.0 0.0 1.0 5.0 0.3 1.4 0.0 0.0 7.7
Call Center 49 490 13.0 14.0 0.0 0.0 0.0 0.0 3.0 5.0 1.0 11.0 0.0 4.0 51.0
Operations 32 320 6.0 0.0 0.0 0.0 0.0 0.0 1.0 20.5 25 8.4 0.0 0.0 38.4
Systems & Programming 19 190 0.6 4.0 0.0 0.0 0.0 5.0 0.5 45 0.2 3.9 0.0 0.0 18.7
Tech Services 9 90 0.0 0.0 0.0 0.0 0.0 0.0 3.0 2.0 0.0 24 0.0 0.0 7.4
Total 114 1140 19.6 18.0 0.0 0.0 0.0 5.0 8.5 37.0 4.0 27.0 0.0 4.0 123.1

Change from Last Period
REQUIRED | SCHEDULED | UNSCHEDULED | Sick ACCIDENT | PERMISSION PERSONAL | Comp | FamiLy X wf

EMPLOYEES | \\/ork-Davs Sick Sick Bank | SICKX [ Xuwseroveo | o Leave | VACATION LEAVE TiMe | Leave |perwnssion| TOTALS
Administration - - - - - - - - 200.0% (60.0%) (100.0%) 74.6% - - 0.0
Call Center - - 46.2% (60.7%) - - - - 133.3% 220.0% 200.0%| 336.4% - (25.0%) 1.0
Operations : : (8.3%) : : : T (100.0%)|  (36.6%) _ 100.0%| 113.7% : : 01
Systems & Programming : : 266.7% (100.0%) : : 1 (@00%)|  300.0% 88.9%|  1600.0%)| (1L.2%) : : 03
Tech Services - - - - - - - 225.0% 50.4% - - 1.0
Total - - 38.8% (58.3%) - - 1 (10.0%) 76.5% 24.3%|  197.5%| 178.9% 1T o 05
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Mayor's Office of Information Technology

CITISTAT
REPORTING PERIOD: Apr 12, 2003 through Apr 25, 2003

MOIT Service Requests

TWO-WEEK REPORTING PERIODS

YEAR-TO-DATE

03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average [ Minimum | Maximum | Total Periods
Total Created 443 437| 480 405 -15.63% 373 122 520 17,514 47,
Emall 39 57| 29 28 -3.45% 39 17 91 1,843 47,
Hardware| 71 75 76 73 -3.95% 73 23 343 3,452 47,
MAC'S| 19 8 18 3]  -83.33% 19 2 47 896 47,
Network 181 165 140 181 29.29%, 116 26 203 5,439 47,
Software| 133 132 217 120  -44.70% 125 45 217 5,884 47,
Total Closed 450 440 480 391 -18.54% 373 102 518 17,514 47
Emalil 40 56 30, 27]  -10.00%) 39 18 83 1,847 47,
Hardware 69 81 73 70 -4.11% 73 16 342 3451 47
MAC's| 20 8 18 3| -83.33% 19 1 46 891 47,
Network 188 163 142 182 28.17% 116 20 203 5,441 47,
Software| 133 132 217 109|  -49.77% 125 38 217 5,884 47|
Total Open 17 14 14 29| 107.14% 23 0 54 1,096 47,
Email 0 1 0 1 3 0 11 125 47
Hardware| 8 2 5 8 60.00%, 6 0 17 287 47,
MAC'S| 0 0 0 0 0.00% 1] 0 5 50 47,
Network 1 3 1 1 0.00%, 4 0 13 194 47,
Software| 8 8 8 19| 137.50% 9 0 19 440 47,
Average Resolution Time (Days) 0.66 0.62 0.62 0.80 28.81% 1.20 0.45 325 N/A 47
Emalil 0.36 0.28 0.38 0.34] -10.53%, 1.28 0.10 8.16 N/A 47,
Hardware 0.90 1.19 0.89 1.85 107.87% 1.59 0.51 5.05 N/A 47
MAC's| 0.73 0.01 0.97 0.68|  -29.90% 1.24 0.00 5.95 N/A 47,
Network 0.37 0.19 0.20 0.28 40.00% 0.88 0.16 3.58 N/A 47,
Software| 1.02] 0.98 0.81 1.11] 37.04% 1.49 0.60 4.20 N/A 47|
Average Time Open (Days) 1.91 1.01] 2.23 1.98| -10.98% 3.05 0.93 7.07 N/A 44
Emall 0.00 1.36) 0.00 0.54 2.19 0.00 21.38] N/A 44
Hardware| 1.86) 0.99 3.23 1.30] -59.75% 2.77 0.00 10.48 N/A 44
MAC'S| 0.00 0.00 0.00 0.00 0.00% 1.28 0.00 7.42 N/A 44
Network 4.61 0.54 1.56 1.47, -5.77% 2.49 0.00 7.89 N/A 44
Software| 1.62, 1.15] 1.68 2.37 41.07% 3.38 0.00 9.13 N/A 44]
Service Requests by Agency
TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average | Minimum | Maximum | Total Periods
Total Created 443 437 480 405| -15.63% 373 122 520 17,514 47
Department of Finance| 44 62, 61 64 4.92% 32 1 77 1,503 47,
Department of Health 8 7 7 10 42.86% 32 1 112] 1,481 47
Department of Public Works| 127 114 203 136]  -33.00% 119 29 337 5,585 47,
Mayor's Office] 98 87| 57, 44| -22.81% 63 18 140 2,940 47,
Mayor's Office of Information Technology 26 21 31 28 -9.68% 32 6 83 1,521 47
Other 140 146 121 123 1.65%) 95, 28 146 4,484 47,
Total Closed 450 440 480 391 -18.54% 373 102 518 17,514 47
Department of Finance| 44 62, 61 59 -3.28% 32 2 79 1,505 47,
Department of Health 9 7 6 10 66.67%) 31 1 109 1,477 47
Department of Public Works| 127 114 206 129 -37.38% 119 23 331 5,579 47,
Mayor's Office] 99 87| 58 43| -25.86% 63 19 140 2,945 47,
Mayor's Office of Information Technology 25 19 30 28 -6.67% 33 13 83 1,528 47
Other 146 151 119 122 2.52% 95, 25 151 4,480 47,
Total Open 17 14 14 29| 107.14% 23 0 54 1,096 47
Department of Finance| 2 2 2 70 250.00% 3 0 9 139 47
Department of Health 0 0 1 1] 0.00% 3 0 20 148 47,
Department of Public Works| 3 3 0 7 5 0 14 255 47
Mayor's Office| 1] 1] 0 1] 1] 0 13 62 47
Mayor's Office of Information Technology 1] 3 4 4 0.00% 3 0 11 137, 47
Other 10 5 7 9 28.57% 8 0 17 355 47,
Average Resolution Time (Days) 0.66 0.62 0.62 0.80 29.01% 1.21 0.45 325 N/A 47
Department of Finance| 0.71 0.79 0.79 0.62|  -21.52% 1.72 0.05 8.40 N/A 47,
Department of Health 0.95 0.81 0.66 1.04 57.58% 1.79 0.00 6.16 N/A 47,
Department of Public Works| 0.56 0.58 0.55 0.66 20.00%, 1.14 0.19 3.33 N/A 47,
Mayor's Office] 0.21 0.13 0.24 0.05| -79.17% 0.50 0.02 2.70 N/A 47,
Mayor's Office of Information Technology 0.87 0.91 0.89 1.89] 112.36% 1.69 0.20] 6.58 N/A 47
Other 0.97 0.83 0.77 1.03] 33.77% 1.68] 0.32 10.04 N/A 47|
Average Time Open (Days) 1.91 1.01 223 198 -11.04% 3.05 0.93 7.07 N/A 44
Department of Finance| 3.39 1.03, 251 147]  -41.43% 2.11 0.00 8.00 N/A 44
Department of Health 0.00 0.00 1.56 0.55|  -64.74% 2.37 0.00 10.03 N/A 44
Department of Public Works| 1.58, 0.54 0.00 2.41 2.12 0.00 8.19 N/A 44
Mayor's Office] 0.33 0.63 0.00 1.66) 1.26) 0.00 5.07 N/A 44
Mayor's Office of Information Technology 0.34 1.13 1.59 1.50 -5.66% 3.39 0.00] 22.61 N/A 44
Other 2.03 1.30) 2.61 2.46 -5.75% 3.58 1.01 9.64 N/A 44]




Mayor's Office of Information Technology

CITISTAT
REPORTING PERIOD: Apr 12, 2003 through Apr 25, 2003

System Availability

TWO-WEEK REPORTING PERIODS

YEAR-TO-DATE

03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average | Minimum | Maximum | Total Periods
Overall System Availability 100.00% 99.54% 100.00% 100.00% 0.00% 99.84% 97.45%|  100.00% N/A 47,
Enterprise Email 100.00% 99.94% 100.00% 100.00% 0.00%, 99.80% 94.94%|  100.00% N/A 47,
Enterprise Network 100.00% 100.00% 100.00% 100.00% 0.00% 99.93% 96.80%|  100.00% N/A 47,
Enterprise Internet 100.00% 100.00% 100.00% 100.00% 0.00%, 99.81% 96.40%)|  100.00% N/A 47,
CitiTrack-ASP 100.00% 98.21% 100.00% 100.00% 0.00% 99.79% 96.40%)|  100.00% N/A 44

Survey Results
5=Very Satisfied  3=Satisfied _ 1=Very Dissatisfied
TWO-WEEK REPORTING PERIODS YEAR-TO-DATE

03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average [ Minimum | Maximum | Total Periods
Total Surveys Completed 80 73 60| 43|  -28.33% 53 11 90, 2333 44]
Average Rating 4.80 4.82 4.81 4.62 -4.10% 4.72 347 4.96 N/A 44
Courteous and professional 4.97 491 4.95] 4.75 -4.04% 4.86) 3.63 5.00 N/A 44
Resolution 4.82 4.84 4.81 4.60 -4.37% 4.68 3.49 4.93 N/A 44
Timeliness 4.65 4.68 4.74 4.48 -5.49% 4.62] 3.44] 4.92) N/A 44
Satisfaction 4.74 4.85 4.75| 4.63 -2.53% 4.73) 3.32 5.00 N/A 44|

Total Mailboxes
TWO-WEEK REPORTING PERIODS YEAR-TO-DATE

03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average [ Minimum | Maximum | Total Periods

Total Mailboxes 10,151 10,219 10,288 10,342 0.52% 8,807 7,230 10,342 N/A 45




REPORTING PERIOD: Apr 12, 2003 through Apr 25, 2003

Mayor's Office of Information Technology

CITISTAT

Total Created Service Requests by Agency

TWO-WEEK REPORTING PERIODS

YEAR-TO-DATE

03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average [ Minimum | Maximum | Total Periods

Total Created 443 437 480 405| -15.63% 373 122 520 17,514 47
Baltimore Development Corp 2 3 7 4 -42.86% 1] 0 7 57 47
Baltimore Health Care Access (BHCA) 0 1] 3 1] -66.67%) 1] 0 3 5 5
Circuit Court 0 0 0 0 0.00%, 0 0 2 15 47,
City Council 1] 0 0 0 0.00% 0 0 3 8 47,
Civilian Review Board 0 0 0 0 0.00%, 0 0 1 3 29
Commission for Aging and Retirement 0 0 1 0[ -100.00% 0 0 3 11 47
Comm of Hist & Arch Preservation 1 1 0 0 0.00% 0 0 3 17 47
Community Relations Commission 0 0 2 1] -50.00% 1] 0 13 58 47
Community Services 9 13 12 4] -66.67% 4 0 18 167 47,
Comptroller's Office-Administration 0 0 0 0 0.00% 0 0 2 12 47
Comptroller's Office-Audits 1] 3 7 1] -85.71% 1] 0 11 58 47
Comptroller's Office - Post Office 0 0 0 0 0.00% 0 0 3 4 47
Comptroller's Office-Real Estate 0 0 0 0 0.00% 0 0 5 14 47
Comptroller's Office - Telephone Exchange 1] 6 1 3] 200.00% 2 0 15 91 47
DPW-Administration (Directors Office) 9 12 14 6 -57.14% 43| 1 337 2,022 47
DPW-Genera Services 35 26 49 42| -14.29% 54 23 137 1,558 29
DPW-Solid Waste 17 17 27, 12| -55.56% 12 5 27, 357 29
DPW-Water/Waste Water 66 59 113 76 -32.74% 57 21 113] 1,649 29
Eastern Batimore Development Inc 1] 5 1 11| 1000.00% 4 0 11 18 5
Elections 1] 1] 4 2 -50.00% 2 0 11 82 47
Employee's Retirement System 0 0 0 0 0.00% 0 0 1] 3 47
Environmental Control Board 3 5 1 0[ -100.00% 2 0 9 114 47
Finance-Administration 1 1 3 0] -100.00% 5 0 24 224 47
Finance-Baps 15 pal 20 14|  -30.00% 12 0 36 572 47,
Finance-BBMR 0 1 0 0 0.00%, 2 0 8 76 47,
Finance-Purchase/Print Shop 7 10 6 4 -33.33% 9 0 59 409 47
Finance-Risk Management 4 2 2 1] -50.00% 2 0 6 104 47
Finance-Treasury/Collections 17| 27 30 45 50.00% 10 0 52 466 47
Fire Department 8 6 3 8| 166.67% 4 0 13 182 47,
Health Department 8 6 4 9 125.00% 31 1 112] 1,476 47
Housing and Community Devel opment 0 2 0 0 0.00% 1] 0 5 27 47
Housing Authority Baltimore City-Fed 0 0 0 0 0.00% 1] 0 4 26 47
Human Resources 3 1 0 1 1 0 8 49 47,
Labor Commissioner 10 2 3 3 0.00% 3 0 19 148 47
Law Department 11 17 12 13 8.33%, 7 0 47 344 47,
Legidative Reference 2 0 2 2 0.00% 1] 0 6 48 47
Liquor Board 5 4 0 2 3 0 10 121 47,
Mayor's Office - City Hall 98 87| 57, 44| -22.81% 63 18 140 2,939 47,
Mayor's Office of Art & Culture 0 0 0 0 0.00% 0 0 1] 1 47
Mayor's Office of Cable & Communications 5 9 6 5 -16.67% 3 0| 21 127 47
Mayor's Office for Child, Y outh, Families 9 9 2 8|  300.00% 8 0| 30 356 47
Mayor's Office on Criminal Justice 0 0 0 0 0.00% 1] 0 8 51 47
Mayor's Office of Information Technolgy 26 21 31 28 -9.68% 32 11 83 1,526 47
Municipal Employees Credit Union 0 0 0 0 0.00% 0 0 1] 3 47
Other 2 3 1 0| -100.00%, 2 0 16 53 29
Parking Authority of Baltimore City 9 6 9 6 -33.33% 3 0 11 156 47
Planning 7 3 8 5/  -37.50% 8 0 51 368 47,
Police Department 0 1] 0 0 0.00% 0 0 2 17 47
Recreation and Parks 0 0 0 0 0.00% 0 0 1 10 47
Sheriff's Department 5 5 2 3 50.00% 5 0 25 236 47
Transportation 43 41 36 41 13.89%) 16 0 65 732 47,
Wage Commission 1] 0 0 0 0.00% 1] 0 21 48 47
War Memorial Commission 0 0 0 0 0.00% 0 0 1 4 47
Zoning Board 0 0 1 0 -100.00% 1] 0 4 42 47,




Mayor's Office of Information Technology

CITISTAT
REPORTING PERIOD: Apr 12, 2003 through Apr 25, 2003

Total Closed Service Requests by Agency

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average [ Minimum | Maximum | Total Periods

Total Closed 450 440 480 391 -18.54% 373 102 518| 17,514 47,
Baltimore Development Corporation 4 3 6 5 -16.67% 1] 0 7 57 47
Baltimore Health Care Access (BHCA) 0 1 3 1 -66.67% 1 0 3 5 5
Circuit Court 0 0 0 0 0.00% 0 0 2 15 47
City Council 1 0 0 0 0.00%, 0 0 3 8 47,
Civilian Review Board 0 0 0 0 0.00% 0 0 1] 3 29
Commission of the Aging and Retirement 0 0 1 0| -100.00% 0 0| 3 11 47
Comm of Hist & Arch Preservation 1] 1] 0 0 0.00% 0 0 3 17 47
Community Relations Commission 0 0 2 1] -50.00% 1] 0 13| 58 47
Community Services 10 13 11 5 -54.55% 4 0 18, 167 47
Comptrollers Office-Administration 0 0 0 0 0.00% 0 0 2 11 47
Comptrollers Office-Audits 1] 3 7 1] -85.71% 1] 0 11 58 47
Comptroller's Office-Post Office 0 0 0 0 0.00% 0 0 3 4 47
Comptroller's Office-Real Estate 0 0 0 0 0.00% 0 0 4 15 47
Comptroller's Office-Telephone Exchange 1 6 1 2| 100.00% 2 0| 15 89 47
DPW-Administration (Directors Office) 8 12 15 6 -60.00% 43| 0| 331 2,008 47
DPW-Genera Services 33 28 49 38 -22.45% 54 24 140 1,557 29
DPW-Solid Waste 17 17 27 11 -59.26% 12, 4 27 357 29
DPW-Water/Waste Water 69 57, 115 74 -35.65% 57, 21 115 1,654 29
Eastern Baltimore Development Inc 1] 4 2 10|  400.00% 3 0 10 17 5
Elections 1 1 4 2 -50.00%, 2 0 10 89 47,
Employee's Retirement System 0 0 0 0 0.00% 0 0 2 3 47
Environmental Control Board 3 5 1 0| -100.00%, 2 0 9 114 47,
Finance-Administration 1] 1] 3 0[ -100.00% 5 0 23 228 47
Finance-BAPS 15 20 21 12 -42.86%, 12 0 36 571 47,
FinanceBBMR 0 1 0 0 0.00% 2 0 8 77 47
Finance-Purchasing/Print Shop 5 12, 6 4 -33.33% 9 0 60 410 47
Finance-Risk Management 4 2 2 1] -50.00% 2 0 6 104 47
Finance-Treasury/Collections 19 26 29 42 44.83% 10, 0 53 462 47
Fire Department 7 7 3 8| 166.67% 4 0 12, 182 47
Health Department 9 6 3 9|  200.00%, 31 1 109 1,474 47,
Housing & Community Development 1] 1] 1 0[ -100.00% 1] 0 4 27 47
Housing Authority Baltimore City-Fed 0 0 0 0 0.00% 1] 0 4 24 47
Human Resources 3 1] 0 1] 1] 0 8 49 47
Labor Commissioner 10 2 2 4]  100.00% 3 0 19 148 47,
Law Department 13 18, 12 12, 0.00% 7 0 49 344 47
Legislative Reference 3 0 2 1 -50.00%, 1 0 5 47 47,
Liquor Board 4 5 0 2 3 0 11 121 47
Mayor's Office-City Hall 99 87, 58 43 -25.86%, 63 19 140 2,950 47,
Mayor's Office of Art & Culture 0 0 0 0 0.00% 0 0 1] 1 47
Mayor's Office of Cable & Communications 5 9 6 5 -16.67% 3 0| 21 127 47
Mayor's Office of Child, Y outh, Families 9 9 2 6| 200.00% 8 0| 29 355 47
Mayor's Office of Criminal Justice 0 0 0 0 0.00% 1] 0 8 51 47
Mayor's Office of Information Technology 25 19 30| 28 -6.67% 33 13 83 1,528 47
Municipal Employees Credit Union 0 0 0 0 0.00% 0 0 1] 3 47
Other 4 3 1 0| -100.00% 2 0 16 59 29
Parking Authority of Baltimore City 11 5 9 7 -22.22% 3 0 11 161 47,
Planning 7 3 8 4 -50.00% 8 0 51 367 47,
Police Department 0 1 0 0 0.00%, 0 0 2 16 47,
Recreation and Parks 1] 0 0 0 0.00% 0 0 1] 10 47
Sheriff's Department 5 5 2 3 50.00%, 5 1 25 237 47,
Transportation 38 46 35 43 22.86% 16 0 63 731 47
Wage Commission 1] 0 0 0 0.00% 1] 0 22 48 47
War Memorial Commission 0 0 0 0 0.00% 0 0 1] 4 47
Zoning Board 1] 0 1 0[ -100.00% 1] 0 4 40 47




Mayor's Office of Information Technology

CITISTAT
REPORTING PERIOD: Apr 12, 2003 through Apr 25, 2003

Total Open Service Requests by Agency

TWO-WEEK REPORTING PERIODS I YEAR-TO-DATE
03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average [ Minimum | Maximum | Total Periods

Total Open 17 14 14 29| 107.14% 23 0 54 1,096 47
Baltimore Development Corporation 0 0 1 0[ -100.00% 0 0 2 6 47
Baltimore Health Care Access (BHCA) 0 0 0 0 0.00% 0 0 0 0 5
Circuit Court 0 0 0 0 0.00%, 0 0 1 1 47,
City Council 0 0 0 0 0.00% 0 0 1] 1 47,
Civilian Review Board 0 0 0 0 0.00%, 0 0 0 0 29
Commission of the Aging and Retirement 0 0 0| 0 0.00% 0 0| 1 4 47
Comm of Hist & Arch Preservation 0 0 0 0 0.00%, 0 0 1 1 47,
Community Relations Commission 0 0 0 0 0.00% 0 0 1] 1 47
Community Services 1 1 2 1|  -50.00% 0 0 3 23 47,
Comptrollers Office-Administration 0 0 0 0 0.00% 0 0 1] 1 47
Comptrollers Office-Audits 0 0 0 0 0.00% 0 0 1] 3 47
Comptroller's Office-Post Office 0 0 0 0 0.00% 0 0 0 0 47
Comptroller's Office-Real Estate 0 0 0 0 0.00% 0 0 1] 1 47
Comptroller's Office-Telephone Exchange 0 0 0| 1 0 0| 1 3 47
DPW-Administration (Directors Office) 1 1 0| 0 0.00% 2 0| 9 89 47
DPW-Genera Services 2 0 0 4 3 0 10 81 29
DPW-Solid Waste 0 0 0 1 1 0 3 19 29
DPW-Water/Waste Water 0 2 0 2 2 0 7 67, 29
Eastern Batimore Development Inc 0 1] 0 1] 0 0 1] 2 5
Elections 0 0 0 0 0.00% 0 0 1] 2 47,
Employee's Retirement System 0 0 0 0 0.00% 0 0 1] 1 47
Environmental Control Board 0 0 0 0 0.00% 0 0 1] 6 47
Finance-Administration 0 0 0 0 0.00%, 1 0 4 25 47,
Finance-BAPS 0 1 0 2 1 0 4 12 47
Finance-BBMR 0 0 0 0 0.00%, 0 0 4 23 47,
Finance-Purchasing/Print Shop 2 0 0 0 0.00% 1] 0 6 31 47
Finance-Risk Management 0 0 0 0 0.00% 0 0 1] 3 47
Finance-Treasury/Collections 0 1] 2 5] 150.00% 1] 0 5 44 47
Fire Department 1 0 0 0 0.00%, 1 0 4 26 47,
Health Department 0 0 1 1] 0.00% 3 0 20 148 47,
Housing & Community Development 0 1] 0 0 0.00% 0 0 1] 5 47
Housing Authority Baltimore City-Fed 0 0 0 0 0.00% 0 0 2 4 47
Human Resources 0 0 0 0 0.00%, 0 0 1 5 47,
Labor Commissioner 0 0 1 0[ -100.00% 0 0 3 12 47
Law Department 1 0 0 1 1 0 4 30, 47,
Legidative Reference 0 0 0 1] 0 0 1] 6 47
Liquor Board 1 0 0 0 0.00%, 0 0 1 7 47,
Mayor's Office-City Hall 1] 1] 0 1] 1] 0 13 61 47
Mayor's Office of Art & Culture 0 0 0 0 0.00% 0 0 0 0 47
Mayor's Office of Cable & Communications 0 0 0| 0 0.00% 0 0| 1 7 47
Mayor's Office of Child, Y outh, Families 0 0 0| 2 0 0| 3 20| 47
Mayor's Office of Criminal Justice 0 0 0 0 0.00% 0 0 2 4 47
Mayor's Office of Information Technology 1 3 4 4 0.00% 3 0| 11 137 47
Municipal Employees Credit Union 0 0 0 0 0.00% 0 0 0 0 47
Other 0 0 0 0 0.00%, 1] 0 3 15 29
Parking Authority of Baltimore City 0 1] 1 0[ -100.00% 0 0 3 17 47
Planning Department 0 0 0 1] 1] 0 2 25 47
Police Department 0 0 0 0 0.00% 0 0 1] 3 47
Recreation and Parks 0 0 0 0 0.00%, 0 0 1] 1 47,
Sheriff's Department 0 0 0 0 0.00% 1] 0 9 26 47
Transportation 6 1] 2 1]  -50.00% 1] 0 6 46 47,
Wage Commission 0 0 0 0 0.00% 0 0 1] 2 47
War Memorial Commission 0 0 0 0 0.00%, 0 0 1] 1 47,
Zoning Board 0 0 0 0 0.00% 0 0 1] 2 47,




Mayor's Office of Information Technology

CITISTAT
REPORTING PERIOD: Apr 12, 2003 through Apr 25, 2003

Average Resolution Time by Agency

TWO-WEEK REPORTING PERIODS I YEAR-TO-DATE
03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average [ Minimum | Maximum | Total Periods

Avg Resolution Time 0.66 0.62 0.62 0.80 29.03% 1.20 0.45 3.25 N/A 47,
Baltimore Development Corporation 4.02] 1.02 0.00] 2.77 1.12 0.00] 8.30 N/A 47
Baltimore Health Care Access (BHCA) 0.00 0.00 0.04 0.01] -75.00% 0.01 0.00 0.04 N/A 5
Circuit Court 0.00 0.00 0.00 0.00 0.00%, 0.43 0.00 5.29 N/A 47,
City Council 0.15 0.00 0.00 0.00 0.00% 0.07 0.00 2.87 N/A 47,
Civilian Review Board 0.00 0.00 0.00 0.00 0.00%, 0.00 0.00 0.03 N/A 29
Commission of the Aging and Retirement 0.00 0.00 3.26 0.00[ -100.00% 0.74 0.00 14.46) N/A 47
Comm of Hist & Arch Preservation 0.00 4.19 0.00 0.00 0.00%, 0.38 0.00 10.22 N/A 47,
Community Relations Commission 0.00 0.00 0.00] 0.00 0.00% 0.82 0.00] 15.13 N/A 47
Community Services 0.85 1.23 0.80 2.05|  156.25% 1.64 0.00 11.22 N/A 47,
Comptrollers Office-Administration 0.00 0.00 0.00] 0.00 0.00% 0.09 0.00] 4.01] N/A 47
Comptrollers Office-Audits 0.00 0.00 0.00 0.00 0.00%, 0.58 0.00 11.92 N/A 47,
Comptroller's Office-Post Office 0.00 0.00 0.00 0.00 0.00% 0.05 0.00 2.20 N/A 47,
Comptroller's Office-Real Estate 0.00 0.00 0.00 0.00 0.00%, 0.31 0.00 5.03 N/A 47,
Comptroller's Office-Telephone Exchange 0.00 0.00 0.00 0.00 0.00% 0.82 0.00 15.06 N/A 47
DPW-Administration (Directors Office) 0.73 0.52 1.97 2.27 15.23%) 1.45 0.00 3.63 N/A 47,
DPW-Genera Services 0.59 0.92 0.37 0.65 75.68% 0.87 0.16 1.79 N/A 29
DPW-Solid Waste 0.26 0.64 0.28 0.19|  -32.14% 0.74 0.17 1.90, N/A 29
DPW-Water/Waste Water 0.60 0.40 0.51 0.60 17.65%) 0.85 0.23 1.80 N/A 29
Eastern Batimore Development Inc 2.05 0.56 255 1.78 -30.20% 1.39 0.00] 2.55 N/A 5
Elections 0.00 0.28 0.00 0.00 0.00% 0.19 0.00 2.93 N/A 47,
Employee's Retirement System 0.00 0.00 0.00 0.00 0.00%, 0.05 0.00 2.18 N/A 47,
Environmental Control Board 0.00 0.34 0.00] 0.00 0.00% 0.74 0.00] 6.60 N/A 47
Finance-Administration 0.26 3.90 0.35 0.00[ -100.00%, 1.48 0.00 8.40 N/A 47,
Finance-BAPS 0.09 0.17 0.59 0.02]  -96.61% 0.91 0.00 3.28 N/A 47,
Finance-BBMR 0.00 0.01 0.00 0.00 0.00%, 1.79 0.00 10.35 N/A 47,
Finance-Purchasing/Print Shop 1.02 1.12 0.00] 141 1.60 0.00] 5.70 N/A 47
Finance-Risk Management 0.00 4.01 0.55 0.00/ -100.00%, 0.60 0.00 6.40 N/A 47,
Finance-Treasury/Collections 1.28 0.77 1.17 0.73 -37.61% 1.62 0.00] 11.08 N/A 47
Fire Department 0.15 0.82 0.05 0.00[ -100.00%, 1.59 0.00 8.18 N/A 47,
Health Department 0.95 094 1.28 1.15 -10.16% 1.81 0.00] 6.16 N/A 47
Housing & Community Devel opment 5.02 0.15 3.95 0.00] -100.00%, 0.71 0.00 7.12 N/A 47,
Housing Authority Baltimore City-Fed 0.00 0.00 0.00] 0.00 0.00% 051 0.00] 6.97 N/A 47
Human Resources 0.68 0.00 0.00 1.88, 1.01 0.00 20.46) N/A 47,
Labor Commissioner 0.03 0.06 0.42 3.89] 826.19% 1.09 0.00 8.08 N/A 47,
Law Department 1.65) 0.66 1.01 0.78|  -22.77% 2.22 0.00 15.83 N/A 47,
L egislative Reference 1.31] 0.00 1.34 3.01] 124.63% 1.16) 0.00 6.95 N/A 47,
Liquor Board 1.43 1.18, 0.00 0.00 0.00%, 0.87 0.00 8.09 N/A 47,
Mayor's Office-City Hall 0.21 0.13 0.24 0.05 -79.17% 0.50 0.02 2.70 N/A 47,
Mayor's Office of Art & Culture 0.00 0.00 0.00 0.00 0.00%, 0.05 0.00 2.30 N/A 47,
Mayor's Office of Cable & Communications 0.07 0.15 0.22 0.00[ -100.00% 0.84 0.00 11.02] N/A 47
Mayor's Office of Child, Youth, Families 0.61 0.66 1.46 0.00/ -100.00%, 0.84 0.00 2.60 N/A 47,
Mayor's Office of Criminal Justice 0.00 0.00 0.00 0.00 0.00% 0.38 0.00 6.03 N/A 47
Mayor's Office of Information Technology 0.87 0.91 0.89 1.89] 112.36% 1.69) 0.20 6.58 N/A 47
Municipal Employees Credit Union 0.00 0.00 0.00] 0.00 0.00% 0.08 0.00] 2.80 N/A 47
Other 4.73 0.10 0.04 0.00] -100.00%, 8.62 0.00 137.16 N/A 29
Parking Authority of Baltimore City 1.76 1.50 1.84 1.92 4.35% 1.79 0.00] 12.45 N/A 47
Planning 0.31 0.67 0.44 1.00] 127.27%) 1.47, 0.00 9.02 N/A 47,
Police Department 0.00 0.00 0.00 0.00 0.00% 0.73 0.00 12.66 N/A 47,
Recreation and Parks 4.77 0.00 0.00 0.00 0.00%, 0.16 0.00 4.77 N/A 47,
Sheriff's Department 0.43 0.04 0.01 0.00] -100.00% 1.96) 0.00 17.16 N/A 47,
Transportation 0.45 1.23 0.84 0.84 0.00%, 1.01] 0.00 3.28 N/A 47,
Wage Commission 0.10 0.00 0.00 0.00 0.00% 0.47 0.00 4.01 N/A 47,
War Memorial Commission 0.00 0.00 0.00 0.00 0.00%, 0.55 0.00 23.15] N/A 47,
Zoning Board 5.46 0.00 0.86 0.00| -100.00% 0.62 0.00 8.20 N/A 47,




Mayor's Office of Information Technology

CITISTAT
REPORTING PERIOD: Apr 12, 2003 through Apr 25, 2003

Average TimeOpen

TWO-WEEK REPORTING PERIODS I YEAR-TO-DATE
03/01-03/14 03/15-03/28 03/29-04/11 04/12-04/25 % Change| Average [ Minimum | Maximum | Total Periods

Average Time Open 1.91 1.01 223 198 -11.21% 3.05 0.93 7.07 N/A 44
Baltimore Development Corporation 0.00 0.00 10.38 0.00] -100.00% 0.46 0.00] 10.38 N/A 44
Baltimore Health Care Access (BHCA) 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 5
Circuit Court 0.00 0.00 0.00 0.00 0.00%, 0.06 0.00 2.56 N/A 44
City Council 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 44
Civilian Review Board 0.00 0.00 0.00 0.00 0.00%, 0.00 0.00 0.00 N/A 29
Commission of the Aging and Retirement 0.00 0.00 0.00 0.00 0.00% 0.70 0.00 22.34 N/A 44
Comm of Hist & Arch Preservation 0.00 0.00 0.00 0.00 0.00%, 0.19 0.00 8.57 N/A 44
Community Relations Commission 0.00 0.00 0.00] 0.00 0.00% 0.26 0.00] 11.58 N/A 44
Community Services 0.63 0.65 2.55 147]  -42.35%) 1.26) 0.00 18.30 N/A 44
Comptrollers Office-Administration 0.00 0.00 0.00] 0.00 0.00% 0.10 0.00] 4.40 N/A 44
Comptrollers Office-Audits 0.00 0.00 0.00 0.00 0.00%, 0.15 0.00 4.34 N/A 44
Comptroller's Office-Post Office 0.00 0.00 0.00 0.00 0.00% 0.00 0.00 0.00 N/A 44
Comptroller's Office-Real Estate 0.00 0.00 0.00 0.00 0.00%, 0.01 0.00 0.41 N/A 44
Comptroller's Office-Telephone Exchange 0.00 0.00 0.00 0.64 0.23 0.00 9.33 N/A 44
DPW-Administration (Directors Office) 1.55 0.45 0.00 0.00 0.00%, 141 0.00 7.66 N/A 44
DPW-Genera Services 1.59 0.00 0.00 3.08 1.92 0.00 10.07 N/A 29
DPW-Solid Waste 0.00 0.00 0.00 1.58, 0.74 0.00 6.13 N/A 29
DPW-Water/Waste Water 0.00 0.58 0.00 1.48 2.28 0.00 1543 N/A 29
Eastern Batimore Development Inc 0.00 1.36 0.00] 0.58 0.39 0.00] 1.36 N/A 5
Elections 0.00 0.00 0.00 0.00 0.00% 0.10 0.00 3.37 N/A 44
Employee's Retirement System 0.00 0.00 0.00 0.00 0.00%, 0.02 0.00 0.67 N/A 44
Environmental Control Board 0.00 0.00 0.00] 0.00 0.00% 034 0.00] 7.56 N/A 44
Finance-Administration 0.00 0.00 0.00 0.00 0.00%, 0.54 0.00 8.00 N/A 44
Finance-BAPS 0.00 1.47 0.00 0.61 1.25 0.00 9.00 N/A 44
Finance-BBMR 0.00 0.00 0.00 0.00 0.00% 1.32 0.00 16.46 N/A 44
Finance-Purchasing/Print Shop 3.39 0.00 0.00 0.00 0.00% 1.65) 0.00 10.50 N/A 44
Finance-Risk Management 0.00 0.00 0.00 0.00 0.00%, 0.13 0.00 4.64 N/A 44
Finance-Treasury/Collections 0.00 0.59 251 1.81 -27.89% 1.17 0.00] 9.61 N/A 44
Fire Department 2.26 0.00 0.00 0.00 0.00%, 1.83 0.00 22.39 N/A 44
Health Department 0.00 0.00 1.56 0.55|  -64.74% 2.37 0.00 10.03 N/A 44
Housing & Community Development 0.00 1.35 0.00] 0.00 0.00% 021 0.00] 2.50 N/A 44
Housing Authority Baltimore City-Fed 0.00 0.00 0.00] 0.00 0.00% 0.09 0.00] 252 N/A 44
Human Resources 0.00 0.00 0.00 0.00 0.00%, 1.26) 0.00 30.54 N/A 44
Labor Commissioner 0.00 0.00 0.32 0.00] -100.00% 0.55 0.00 8.63 N/A 44
Law Department 2.63 0.00 0.00 2.61 1.72 0.00 12.96 N/A 44
L egislative Reference 0.00 0.00 0.00 9.24 0.78 0.00 15.52 N/A 44
Liquor Board 2.48 0.00 0.00 0.00 0.00%, 0.69 0.00 9.00 N/A 44
Mayor's Office-City Hall 0.33 0.63 0.00 1.66) 1.26) 0.00 5.07 N/A 44
Mayor's Office of Art & Culture 0.00 0.00 0.00 0.00 0.00%, 0.00 0.00 0.00 N/A 44
Mayor's Office of Cable & Communications 0.00 0.00 0.00 0.00 0.00% 0.85 0.00 17.59 N/A 44
Mayor's Office of Child, Youth, Families 0.00 0.00 0.00 2.86 0.97 0.00 10.30 N/A 44
Mayor's Office of Criminal Justice 0.00 0.00 0.00 0.00 0.00% 0.26 0.00 8.56 N/A 44
Mayor's Office of Information Technology 0.34 1.13] 1.59 1.50] -5.66% 3.39 0.00 22.61 N/A 44
Municipal Employees Credit Union 0.00 0.00 0.00] 0.00 0.00% 0.00 0.00] 0.00 N/A 44
Other 0.00 0.00 0.00 0.00 0.00%, 2.59 0.00 18.29 N/A 29
Parking Authority of Baltimore City 0.00 0.53 1.46 0.00] -100.00% 0.58 0.00 5.58 N/A 44
Planning 0.00 0.00 0.00 1.37, 1.55 0.00 17.69 N/A 44
Police Department 0.00 0.00 0.00 0.00 0.00% 0.24 0.00 453 N/A 44
Recreation and Parks 0.00 0.00 0.00 0.00 0.00%, 0.01 0.00 0.40 N/A 44
Sheriff's Department 0.00 0.00 0.00 0.00 0.00% 0.58 0.00 4.65 N/A 44
Transportation 2.06 2.61 0.50 0.56 12.00%) 1.75 0.00 14.55 N/A 44
Wage Commission 0.00 0.00 0.00 0.00 0.00% 0.04 0.00 1.30 N/A 44
War Memorial Commission 0.00 0.00 0.00 0.00 0.00%, 0.26 0.00 11.49 N/A 44
Zoning Board 0.00 0.00 0.00 0.00 0.00% 0.09 0.00 3.40 N/A 44
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One Call Center
REPORTING PERIOD: April 12, 2003 through April 25, 2003

CALLSBY TYPE

TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
03/01-03/14 |03/15-03/28 |03/29-04/11 |04/12-04/25 | % Change | Average | Minimum | Maximum Total Periods
Total Calls 37,253 29,734 26,439 31,952 20.9% 30,586 20,125 74,472 856,396 28
City Services 311 11,652, 21,171 19,522 23,664 21.2% 11,669 5,758 36,531 326,745 28
City Services Non-311 25,601 8,563 6,917 8,288 19.8% 18,864 6,917 37,941 528,179 28
City Services Campaign 0 0 0 0.0% 55 0 523 1,472 27
Service Requests 0 0 0
SRs Entered by Call Center 14,143 13,972 11,869 12,701 7.0% 10,516 7,643 15,584 294,457 28
SRs Entered City-Wide| 20,157 20,325 17,114 17,851 4.3% 16,274 10,418, 20,325 455,679 28
% SRs Entered by Call Center 70.2% 68.7% 69.4% 71.2% 2.6% 64.6% 55% 7% 7% 28
% of SRsto Calls 38.0% 47.0% 44.9% 39.8% -11.5%) 34.4% 21% 47% 47% 28
SHIFT TOTALS
TWO-WEEK REPORTING PERIODS YEAR-TO-DATE
03/01-03/14 |03/15-03/28 |03/29-04/11 |04/12-04/25 | % Change | Average | Minimum | Maximum Total Periods
Received 37,253 29,734 26,439 31,952 20.9% 29,078 20,125 74,472 814,182 28
Answered 32,407 26,321 24,678 27,640 12.0% 25,323 19,793 54,863 709,052 28
Abandoned 3,383 3,413 1,214 2,972 144.8% 3,198 377 15,354 89,553 28
Average Abandoned (%) 9.1% 11.5% 4.6% 9.3% 102.6% 11.0% 1.9% 20.6% 20.6% 28
Average Answer Time (sec) 19 23 10 23 126.7% 17 2 54 463 28
Average Abandoned Time (sec) 88 102, 61 81 32.6% 54 28 137, 1,501 28
Average Talk Time (sec) 145 158 153 143 -6.5% 131 106/ 176 3,679 28
Calls Picked-Up or DC 0 0 0 0 0.0% 4 0 41 108, 28

SHIFT A (12 am to 8am)

TWO-WEEK REPORTING PERIODS

YEAR-TO-DATE

03/01-03/14 |03/15-03/28 |03/29-04/11 |04/12-04/25 | % Change | Average | Minimum | Maximum Total Periods
Received 3,244 1,939 1,777 1,865 5.0% 2,192 1,421 7,194 61,379 28
Answered 2,800 1,743 1,548 1,613 4.2% 1,833 1,185 5,278 51,328 28
Abandoned 339 196 186 217 16.7% 278 82 1,447 7,775 28
Abandoned (%) 10.5% 10.1% 10.5% 11.6% 11.2% 12.7% 4.2% 24.4% 24.4% 28
Average Answer Time (sec) 11 8 6 5 -16.7% 14 1 48 386 28
Average Abandoned Time (sec) 54 16 32 33 3.1% 37 7 126 1,033 28
Average Talk Time (sec) 114 134 138 115 -16.7% 113 86 173 3,157 28
Calls Picked-Up or DC 0 0 0 0 0.0% 0 0 2 3 28

SHIFT B (8am to 4pm)
TWO-WEEK REPORTING PERIODS YEAR-TO-DATE

03/01-03/14 |03/15-03/28 |03/29-04/11 |04/12-04/25 | % Change | Average | Minimum | Maximum Total Periods
Received 24,777 21,316 18,445 22,652 22.8% 20,736 14,163 43,611 580,613 28
Answered 21,986 18,491 17,249 19,373 12.3% 17,525 14,014 31,868 490,702 28
Abandoned 1,991 2,825 836 2,485 197.2% 2,095 149 9,470 58,669 28
Abandoned (%) 8.0% 13.3% 4.5% 11.0% 142.0% 10.1% 1.1% 21.7% 21.7% 28
Average Answer Time (sec) 21 48 17 43 152.9% 22 2 60 615 28
Average Abandoned Time (sec) 86 206 101 134 32.7% 71 31 206 1,975 28
Average Talk Time (sec) 163 177 170 169 -0.6% 149 129 179 4,182 28
Calls Picked-Up or DC 0 0 0 0 0.0% 4 0 41 98 26

SHIFT C (4pm to 12am)
TWO-WEEK REPORTING PERIODS YEAR-TO-DATE

03/01-03/14 |03/15-03/28 |03/29-04/11 |04/12-04/25 | % Change | Average | Minimum | Maximum Total Periods
Received 9,232 6,479 6,217 7,435 19.6% 7,065.68 4,476 23,667 197,839 28
Answered 7,621 6,087 5,881 6,654 13.1% 5,965.07 4,086 17,717, 167,022 28
Abandoned 1,053 392 192 270 40.6% 825.32 78 4,437 23,109 28
Abandoned (%) 11.4% 6.1% 3.1% 3.6% 17.6% 11.7% 1.6% 20.6% 20.6% 28
Average Answer Time (sec) 24 14 7 20 185.7% 17 1 58 480 28
Average Abandoned Time (sec) 123 85 51 77 51.0% 53 13 137 1,496 28
Average Talk Time (sec) 159 163 151 145 -4.0% 132 99 177 3,699 28
Calls Picked-Up or DC 0 0 0 0 0.0% 0 0 3 7 26




One Call Center
REPORTING PERIOD: March 29, 2003 through April 11, 2003

SERVICE REQUESTSBY AGENCY

TWO-WEEK REPORTING PERIODS

YEAR-TO-DATE

03/01-03/14 |03/15-03/28 |03/29-04/11 |04/12-04/25 | % Change | Average | Minimum | Maximum Total Periods
Total 14,143 13,972 11,869 12,701 7.0% 10,506 7,643 15,584 294,168 28
Bureau of General Services 54 62 61 45 -26.2% 20 0 74 571 28
General Services Inhouse 42 46 39 33 -15.4% 15 0 46 425 28
General Services Contractors 3 4 0 12 2 0 12 43 28
Safety Division 9 12 22 12 100.0% 14 9 22 55 4
Bureau of Solid Waste 6,606 7,226 5,817 6,338 9.0% 4,660 1,806 7,226 130,473 28
Bureau of Water and Waste Water 2,811 2,755 2,380 2,302 -3.3% 2,516 1,791 7,706 70,461 28
Meter Shop 48 60 45 50 11.1% 52 23 143 727 14
Sewer Investigation 645 592 481 443 -7.9% 585 443 762 8,194 14
Sewer Maintenance 31 40 30 30 0.0% 26 16 40 359 14
Storm Maintenance 266 343 240 233 -2.9% 230 86 900 3,226 14
Water Maintenance 257 277 296 310 4.7% 340 173 800 4,758 14
Water Quality 13 19 10 10 0.0% 12 3 24 170 14
Water Supply 1,519 1,402 1,260 1,197 -5.0% 1,713 1,033 6,042 23,983 14
Department of Public Works 0 0 0 0 0.0% 20 0 43 571 28
Department of Recreation and Parks 71 130 133 148 11.3% 182 33 1,052 5,106 28
Forestry 60 105 104 118 13.5% 167 26 1,043 4,671 28
Recreation and Parks 11 25 29 30 3.4% 16 2 32 435 28
Housing Inspections 547 688 645 659 2.2% 555 265 751 15,530, 28
Health Department 245 248 242 523 116.1% 130 0 523 3,644 28
Adult, School & Community Hith 0 0 0 0 0.0% 0 0 1 3 28
Bureau of Animal Control 224 220 211 477 126.1% 112 0 477 3,134 28
Bureau of Ecology 18 27 30 41 36.7% 17 0 41 469 28
Bureau of Food Control 3 1 1 5 400.0% 1 0 5 36, 28
Mayors Office of IT 74 20 26 29 11.5% 25 0 110 688 28
Mayors Office of Neighborhoods 0 50 38 48 26.3% 45 38 50 136 3
Call Center 33 20 26 29 11.5% 23 0 110 638 28
MOIT Help Desk 0 0 0 0 0.0% 0 0 2 9 27
Office of Transportation 3,776 2,846 2,587 2,646 2.3% 2,395 1,216 9,779 67,051 28
BGE Street Light Repairs 279 228 209 181 -13.4% 213 64 309 3,403 16
Transportation Construction Mgt. 36 48 47 38 -19.1% 9 0 48 242 28
Transportation Engineering 49 54 44 67 52.3% 49 14 71 1,366 28
Transportation Maintenance 1,929 1,145 948 1,113 17.4% 1,192 462 7,996 33,380 28
Transportation Safety 1,483 1,371 1,339 1,247 -6.9% 1,026 547 1,611 28,730 28
Parking Authority of Baltimore City 9 9 0 11 5 0 13 149 28
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REPORTING PERIOD: April 12, 2003 through April 25, 2003
ATTENDANCE-RELATED DISCIPLINARY ACTIONS
Two-WEEK REPORTING PERIODS YEAR-TO-DATE TOTALS
3001-3/14 | 3/15-3/28 | 3/29-4/11 | 4/12-4/25 |% CHANGE| FY2002 FY2003 | % CHANGE
VERBAL (Total) 0 0 0 0 0.0% 3
SUPERVISORS 0 0 0 0 0.0% 0 0.0%
FRONT-LINE 0 0 0 0 0.0% 0 3
WRITTEN (Total) 7 0 3 6 100.0% 58 45 -22.4%
SUPERVISORS 1 0 0 0 0.0% 0 1
FRONT-LINE 6 0 3 6 100.0% 58 44 -24.1%
SUSP/TERM (Total) 0 2 0 2 8
SUPERVISORS 0 0 0 1 1
FRONT-LINE 0 2 0 1 0 7
OTHER DISCIPLINARY ACTIONS
Two-WEEK REPORTING PERIODS YEAR-TO-DATE TOTALS
3001-3/14 | 3/15-3/28 | 3/29-411 | 4/12-4/25 |% CHANGE| FY2002 FY2003 | % CHANGE
VERBAL (Total) 0 0 0 0 0.0% 2 15 650.0%
SUPERVISORS 0 0 0 0 0.0% 0 5
FRONT-LINE 0 0 0 0 0.0% 2 10 400.0%
WRITTEN (Total) 0 1 0 2 0 19
SUPERVISORS 0 0 0 0 0.0% 0 3
FRONT-LINE 0 1 0 2 0 16
SUSP/TERM (Total) 1 0 1 o  -100.0% 1 500.0%
SUPERVISORS 0 0 0 0 0.0% 0 0.0%
FRONT-LINE 1 0 1 0 -100.0% 1 500.0%
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Customer Service Agent Time Usage

One Call Center
REPORTING PERIOD: April 12, 2003 through April 25, 2003

Year to Date Totals
04/12/03-04/25/03 Average
Calls  Answered Not Ready Calls  Answered by Not Ready
Supervisor Days Answered by hour Avail. Time Time Talk Time _ Wait Time Callsin___ CallsOut SRs Days Answered hour Avail. Time Time Talk Time  Wait Time Callsin__CallsOut SRs
Overall Total [ [ | [ | [ [ 380] 32348] 38] 2475:16:24] 587:02:40] 1443:28:10] 924:16:50 335] o7¢] 11382]
Group 1 (Totals) 67| 4033 0| 411:11:00) 88:38:00[  174:43:00) 236:31:00| 45| 159 1846 84| 5630} 10| 531:00:00[  115:42:45| 247:12:15| 283:43:07] 74] 210 1990
1-Supv. #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/O! | #DIV/0! #DIV/O!
2-Lead 11 236 3] 69:29:00 9:03:00]  60:25:00 45 94| #DIV/O!
3-Lead 11 184 2| 66:42:00 5:36:00]  61:06:00 13 11| #DIv/o!
4 8 238 61:04:00) 4:31:00 6:08:00} 54:56:00| 8 22| 33| #REF! #REF! #REF! #REF! #REF! #REF! #REF! #REF! #REF!
5 12 162 60:19:00 13:01:00| 7:29:00 52:50:00) 10 29| 35 11 293 3 70:39:22 14:55:45|  55:43:45 8| 41 95
6 9 202 60:45:00 5:59:00) 5:41:00 55:05:00) 4 8| 41 11 367 3 73:23:23 :27. 13:41:22|  59:42:00 7| 20, 131
7 9 1013 53:59:00 13:33:00) 37:36:00 16:23:00) 3| 14 588 11 1175 16 67:32:38 14:51:45) 39:38:38)  27:48:45 7| 20, 550
8 9| 794 10 56:13:12| 13:57:12) 36:00:48)  20:12:12 10 22| 377,
9 10 798 62:36:00 18:14:00| 44:33:00 18:04:00) 4 6| 394 10 680 7 62:51:34 21 44:16:26)  18:35:17 4 11 312
10 10 912 60:49:00 18:56:00) 44:45:00 16:04:00) 3| 36| 472| 10 897 11 59:48:22| 42:11:15|  17:37:15 3] 11 388
11 9| 707, 8| 47:59:12 35:10:36)  12:48:36 15 47 321
12 9 708 51:39:00 14:24:00) 28:31:00 23:09:00 13 44 283| 10 956 12 63:46:17| 39:28:43)  24:17:51 17, 31 363
Group 2 (Totals) 88 8213 0| 537:48.00) 146:26:00]  427:25:00) 110:23:00) 120 226 4363 127] 12572 13 804:41:2Q 207:43:00|  582:36:43| 222:04:09 160 324 5000
13 - Supv. 448] 40287 0| 2696:42:00| 747:32:00| 1766:23:00] 929:23:00 372 1567 17730
14 -Lead #DIV/0! #DIV/O! #DIV/O! #DIV/O! #DIV/0! #DIV/O! #DIV/0! #DIV/O! | #DIV/O! #DIV/0!
15 10| 1190] 62:29:00 17:12:00) 51:22:00 11:07:00) 11 19| 656 9 952|  #DIV/0! 56:50:20 15: 0 40:42:50 16:07:30 5 12] 507
16 9 798| 55:36:00 15:38:00) 49:50:00 5:46:00) 10| 28| 521 10| 855) 10| 61:50:00 16:13:22 46:39:38 15:10:22 6 33| 478
17 10| 1057] 62:04:00 15:05:00) 41:31:00] 20:33:00 2| 9| 534 10| 1077} 13| 62:09:30 15:16:07 42:40:07| 19:29:07 5 10| 516
18 10| 590) 59:27:00 16:26:00) 47:42:00] 11:46:00) 0| 1] 265 114 735 8 67:30:07| R 53:10:45 14:19:30 6 3 331
19 7 629 40:31:00] 13:35:00) 28:39:00 11:52:00) 23] 21 248 10| 989 14| 60:47:37| 41:10:53 19:36:45 14| 25 322
20 8 871 44:46:00] 14:12:00) 36:03:00 8:43:00 9| 33| 479 8 861 13| 48:10:38 33:43:52 14:26:30 10| 27| 414
21 7 665 43:36:00] 11:38:00) 35:12:00 8:24:00) 28| 52| 391 10| 952 13| 63:13:30 45:23:00 17:50:22 21 41 453
22 10| 1166 65:01:00 13:02:00) 47:56:00 17:04:00) 5| 27| 553 10| 972 114 65:02:00 47:16:45| 17:45:07 114 29| 480
23 9 565 54:53:00 16:51:00) 50:37:00 4:16:00) 7] 6| 358 9 592| #DIV/O! 56:55:26 45:11:17| 11:44:09 6 12] 310
24 8 682] 49:25:00 12:47:00) 38:33:00 10:52:00) 25| 30| 358 9 739 10| 58:32:53 44:36:23 13:56:30 32] 36 374
Group 3 (Totals) 73] 7865} 0| 435:43:00) 127:54:00{  316:12:00) 119:31: 00 84] 352 3949 73] 7357} 25 452:09:45|  121:36:30 292:23:30]  159:45:15 90| 295 3875
25 - Supv. 272 22123 0| 1616:12:00|  440:58:00] 943:43:00]  672:02:00 163 940 8992
26 - Lead #DIV/0! #DIV/O! #DIV/O! #DIV/O! #DIV/0! #DIV/O! #DIV/O! #DIV/O! | #DIV/O! #DIV/0!
27 7 974 42:58:00 12:15:00) 10| 63| 523 9 1261 14| 62:26:34 37:55:34 24:30:34 17] 38| 574
28 0 0) 0:00:00 0:00:00] 0| 0| 0| 5 575 114 31:10:43| 20:02:09 11:08:26 7 6 245
29 8 831 41:23:00] 14:01:00) 24] 59| 406 8 943 15 49:56:30 18:52:43 24| 41 371
30 10| 1068 61:01:00 17:54:00) 8 32| 481 9 935 114 55:32:15 15:49:30 14| 29 344
31 9 1036 58:17:00 12:57:00) 2| 25] 584 10| 1119] 13| 37| 17:35:45 7 18] 545
32 9 986 55:58:00 15:29:00) 4 3 600 10| 1144| 13| 66:02:00 16:57:45 18:57:37, 3 9 608}
33 11 950 55:23:00 24:13:00 28| 57| 440 10| 884 12] 54:57:53 19:24:22 15:37:15 16 35 429
34 9 1074 57:30:00 13:46:00) 4 30| 443 8 828 13| 47:24:38 11:17:15 15:37:23 4 25 390
35 10| 946 63:13:00 17:19:00) 4 83| 472 9 965 #DIV/O! 58:49:26 13:08:43 18:37:09 3 78] 450
Group 4 (Totals) 81 5916 0| 509:27: 00 116:43:00[  241:33:00 267:55:00| 51 171 2173 95 6991} 8 593:06:26|  135:30:51 312:02:17| 281:04:17] 51 190 1904
36 - Supv. 97 6704 0) 570:13:00]  152:07:00) 297:45.00]  272:29:00) 37 291 2487|
37-Lead #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/0! #DIV/O! #DIV/O! | #DIV/0! #DIV/O!
38 - Lead #DIV/O! #DIV/0! #DIV/0! #DIV/0! #DIV/O! #DIV/0! #DIV/O! #DIV/O! | #DIV/0! #DIV/O!
39 9 593 62:13:00 9:39:00 30:05:00 32:08:00 4 13 220 11 830 9 73:48:34 : 37:12.17)  36:36:17 4 5| 289
40 9 703 58:41:00 13:07:00) 33:26:00 25:15:00 1 5| 323 11 844 9 70:52:45 41.08:53|  29:44.07 2] 15 330
41 10 683 61:40:00 17:20:00) 22:55:00 38:45:00 7| 5| 263 10 725]  #DIV/O! 60:26:30 30:08:37)  30:17:38 4 9| 242)
42 10 573 65:38:00 10:05:00) 31:09:00 34:29:00 2| 9 208 12 697 9 69:14:30 36:39:52)  32:34:45 2] 12, 231
43 5 273 32:12:00 7:45:00 17:29:00 14:43:00) 1 18 87 10 467, 6 59:58:45 35:47:45|  24:10:45 2| 26 172|
44 10 695 62:59:00 15:06:00) 40:18:00 22:41:00 8| 24 297 11 647 7 66:49:08 43:31:53)  23:17:08 3| 22| 234
45 10 759 60:21:00 13:28:00) 23:54:00 36:27:00 0| 14 282 11 928 9 70:28:45 33:16:23)  37:12:45 3| 17, 281
46 10 725 57:32:00 15:51:00) 25:25:00 32:08:00 14 48] 267 10 775 9 62:16:53 29:02:15|  33:14:45 10 51 233
47 8 912 48:11:00 14:22:00) 16:52:00 31:19:00 14 35 226 10 1065 14| 61:04:37, 26:22:23)  34:42:07 17 40 259




